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ABSTRAKSI 
Total Quality Management (TQM) merupakan konsep manajemen 
modem yang berusaha untuk memberikan respons secara tepat terhadap 
setiap perubahan dengan berfokus pada pelayanan kebutuhan pelanggan. 
Perusahaan dengan sistem modem kebanyakan menerapkan TQM sebagai 
metode manajemen dalam usaha memperbaiki performansi secara terns 
menerus. Menerapkan TQM pada sebuah perusahaan bukanlah hal yang 
m udah untuk dilakukan. 
Tujuan dari penelitian ini adalah untuk mengetahui bagaimana 
proses penerapan TQM dalam mempertahankan kualitas pelayanan di Pizza 
Hut. 
Penelitian ini menggunakan metode kualitatif dengan tipe penelitian 
studi kasus. Inform an penelitian ini adalah 2 orang Assistant Manager Pizza 
Hut (PTC dan Royal Plaza). Informan diperoleh dengan menggunakan 
teknik snowball sampling. Hasil penelitian dianalisa dengan cara 
mengorganisasi data, menentukan koding, melakukan interpretasi kemudian 
membuat kategorisasi. 
Hasil penelitian menunjukkan bahwa ada beberapa prinsip utama 
TQM yang tidak diterapkan tim manajemen Pizza Hut dalam usaha 
mempertahankan kualitas pelayanan. 
Kata kunci: Penerapan total quality management, mempertahankan 
kualitas pelayanan Pizza Hut 
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Gracia Christina Cezar Ririnama (2010). Application Process of the 
"Effort In Maintaining the Service Quality of Pizza Hut" Total Quality 
Management. Strata 1 Scholar Minithesis. Faculty of Psychology, Widya 
Mandala Catholic University of Surabaya. 
ABSTRACT 
Total Quality Management (TQtvf) is a modem management concept 
trying to give appropriately response to every change by focusing on the 
customer needs service. Companies with modem systems, mostly, apply 
TQM as the management method in the effort to improve performance 
continually. Applying TQM in a company is not easy matter to do. 
The purpose of this research was to know how the TQM application 
process in maintaining the service quality at Pizza Hut. 
This research used qualitative method with case study research type. 
The informants of this research were 2 Assistant Managers of Pizza Hut (at 
PIC and Royal Plaza. The informants were obtained by using the snowball 
sampling technique. The research results were analyzed by means 
organizing data, establish coding, made interpretation and then made 
categorization. 
The research results showed that there were several TQM major 
principles did not applied by the Pizza Hut management team in their effort 
to maintain the service quality. 
Key words: Application of total management quality, maintaining the 
service quality of Pizza Hut 
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